
Delivering the integrated adult 
careers service through the 
telephone channel

Developing a seamless service through
sharing best practice. How advisers across
the phone and face-to-face channels can
share ideas and success stories and engage
on joint development activities through
cluster groups, job shadowing and online
forums.



Aims

• To put the evolution of the Next Step telephone channel 
into context

• To explore the concept of a “seamless” service 
• To compare ways of identifying CPD across channels
• To identify methods for sharing practice and CPD



How much do you know about the Next 
Step telephone channel? 



Next Step telephone channel 

• Established for over 10 years, like many IAG services have gone through many 
name changes 

• National helpline operating over 2 sites – Manchester and Leicester
• Evolution has allowed nurturing of staff through opportunity and 

development

• All advice advisors qualified to at least NVQ 4 Advice and guidance 
• Merged with face to face services 1st August 2010
• Media - based helpline – reliance on online information

• Staff help clients via e-mail, online forums and occasionally face to face
• Advisors involved in vodcasts, podcasts, TV and radio appearances and have 

had articles published in newspapers, magazines and professional journals



“Guidance delivered by telephone is of good quality 
measured against standards used in the assessment of 
face-to-face guidance”

Watts, A.G. and Dent, G. (2008) The evolution of a national distance 
guidance service: trends and challenges. British Journal of Guidance 
and Counselling, 36(4), 455-465                                                                                          



Seamless – What are your perceptions?

Seamless

Consistent

Shared 
records and 

clients

Shared 
practice

Easy to access

Coherent, 
logical, 
ordered

Not uneven 

“Un-lined”, 
smooth

Continuous, 
flowing

No awkward 
transition or 
interruption

No 
boundaries 



CPD – Telephone Channel 

• Identify best practice and 
training needs through 
assessment - GEMINI

• Trial pilot training
• Identify changes in policy
• Identify research and theory to 
apply to practice

• Identify and highlight resources

Quality Team 
led

• Identify problems in practice
• Identify best practice
• Identify and highlight resources

Advisor led 

Workshops
Buddying/Mentoring
Cluster Groups
Call listening
Research time 

Facilitated cross sites via 
internal forums
(e-portfolio) and external 
online forums (NVQ) 



e-portfolio



GEMINI – Advisor assessment tool 



How do you think CPD could be shared 
between telephone and face to face 
channels? 

What CPD do you do already? What 
does it mean to you? 



Next Steps? 

• What will you take back to your manager? 
• If you are a manager, how will you cascade practice and 

CPD  sharing across the service? 

Want to know more or see us in action? 

• partnerships@bss.org 


